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1000

1010
A computer processor to execute a set of program code

instructions

1020
Program code for receiving a first incoming
communication pertaining to a first task;

1005

Program code for launching a first task-centered 1030
console user interface responsive to the first incoming
La——-| COmMmunication, the task-centered console user interface
being initially populated with at least one first screen device
selected at least in part on the first incoming communication;

1040
Program code for receiving a second incoming communication
pertaining to the same first task;

i . 1050
Program code for populating the first task-centered console /

user interface with at least one second screen device selected
at least in part on the second incoming communication;

1060

—»| Program code for receiving a third incoming communication
pertaining to a second task;

Program code for launching a second task-centered console
user interface responsive to the third incoming 1070
communication, the second task-centered console user
interface being initially populated with at least one third screen
device selected at least in part on the third incoming
communication

FIG. 10
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TASK-CENTERED CONTEXT
MANAGEMENT

COPYRIGHT NOTICE

A portion of the disclosure of this patent document
contains material which is subject to copyright protection.
The copyright owner has no objection to the facsimile
reproduction by anyone of the patent document or the patent
disclosure, as it appears in the Patent and Trademark Office
patent file or records, but otherwise reserves all copyright
rights whatsoever.

FIELD

The disclosure relates to the field of customer relationship
management systems and more particularly to techniques for
task-centered user interfaces.

BACKGROUND

In customer relationship management (CRM) environ-
ments, agents (e.g., sales agents, telemarketing agents, cus-
tomer service and support agents, etc.) tend to interact with
multiple clients simultaneously, either to solve their issues or
try to sell them products. For example, market research
indicates that agents deal with an average of 2.5 client
communications simultaneously. Encouraging agents to
multitask  through multiple communication channels
increases the company’s reputation and profitability by
improving the throughput of problem resolution (thus mak-
ing for happy clients). Further, having agents multitask
through multiple channels increases the company’s opera-
tions by needing fewer agents to accomplish the workload,
possibly in less time and at a lower cost.

In some CRM systems, each business object (e.g., an
email, a problem report, etc.) is usually opened in a separate
window or tab opened by the business application corre-
sponding to the business object (e.g., an email reader, a
tracking application window, etc.). As a more detailed
example, an email reader might open a window correspond-
ing to a particular client’s emailed problem report. Or, an
issue tracking application might open a window correspond-
ing to a particular client issue report.

Such organization exemplifies a well-known usability
problem present in legacy user interfaces (Uls), which
problem is often exhibited when users are multitasking: That
is, too many windows and/or tabs and/or applications are
opened for different purposes, and users too easily lose track
of which window or tab corresponds to which task. Often
users resort to clicking through all the open windows or tabs
to find out which one they should work with next.

Some CRM systems organize business objects into two
levels, as follows: A top-level business object serves as a
root to group second-level objects that belong together. For
example, using such legacy CRM systems, agents can
choose to group service requests (SRs) based on their
respective associated account. In this example, a given
account is shown as a top-level tab, and all of the SRs
opened for this account are shown as secondary tabs under
this top-level tab. In such an organization, the top-level
business objects create a context to group the secondary-
level objects that belong to them. In a specific case of the
Salesforce Service Cloud Console, agents can group service
requests (SRs) based on the associated account. Each
account is a top-level tab, and all the SRs opened with this
account are secondary tabs under this top-level tab. This
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two-level-tab approach improves the usability in certain
cases but cannot help if multiple tasks that an agent is
working on are with the same account, that is, where the
business objects from different tasks are again mixed in a
single context. The aforementioned two-level tab approach
is business-object-centered—not task-centered. Indeed, it is
a common occurrence that a single account will have
multiple tasks to solve concurrently (e.g., to solve different
client issues for the same company), and even the afore-
mentioned two-level-tab approach is still deficient since
merely associating multiple SRs to the same common
account does not aid the agent to manage the separate events
and separate responses that emanate from the separate
simultaneously-active service requests.

In some other legacy embodiments, and observing a
call-center approach, when an agent launches a phone call to
a customer or takes a customer’s incoming phone call, a
Computer-Telephony Integration application or channel is
usually added into a user interface (UI) shell with which the
agent is working A real-time customer phone call forms an
entry in the Ul shell and creates a context to group together
all the business objects that are opened in the agent console
during the phone call. In some cases such a Ul shell has been
extended to accept customer live chats as well, where a
customer chat request is added to, or creates a context. As a
specific example, an agent might want to engage in simul-
taneously-active events such as a voice phone call while
texting/chatting using a text window. Yet, implementing a Ul
shell approach alone for amalgamating communications
remains communication-centric, not task-centric, and
improvements such as are disclosed herein are needed.

A client initiates a live chat with an agent. During the chat
session, certain web collaboration tools are used, such as
screen sharing or remote control of the client’s machine.
During the session, the agent realizes that chatting about
certain complicated issues is slow and inefficient. The agent
dials the client’s phone number (e.g., possibly using the user
interface of a computer-telephony integration application) in
expectation that the phone interaction will improve the
collaboration during the chat session. Unfortunately, in this
scenario, the chat session and the live phone call are
presented in two separate contexts in the UI shell, and the
agent has to switch back and forth between these two
contexts while engaged on solving the client’s problem. In
this scenario, the contexts are not task-centered, and the
aspect of having to operate separate (and possibly very
different) user interfaces in order to service a single client
hinders the agent’s multitasking performance.

These and other scenarios demand new techniques to
bring multiple engagement activities or events under one
task-centric console so as to federate those activities. The
aforementioned legacy technologies do not facilitate task-
centered context management. Therefore, there is a need for
improved approaches.

SUMMARY

The present disclosure provides an improved method,
system, and computer program product suited to address the
aforementioned issues with legacy approaches. More spe-
cifically, the present disclosure provides a detailed descrip-
tion of techniques used in methods, systems, and computer
program products for task-centered context management.

Exemplary embodiments of the present disclosure auto-
matically create a “context” for amalgamating related
incoming events from a single task. Multiple events from a
single task can be amalgamated within a single window on
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a display surface. As new incoming events occur, a context
manager either adds them to the current context, or creates
a new context for those events if they pertain to a different
task. The context manager provides flexible interaction
mechanisms to facilitate switching back and forth between
different task-centered contexts.

In a system embodiment, operation commences upon
receiving a first incoming communication pertaining to a
first task, and launching a first task-centered context user
interface being initially populated with at least one first
screen device selected in response to the first incoming
communication (e.g., an incoming email or chat). An agent
interacts with the client by responding to the incoming
communication. Then, the method receives a second incom-
ing communication pertaining to the same first task and
populates the same first task-centered context user interface
with a second screen device selected based at least in part on
the second incoming communication. This technique keeps
the communications that pertain to the same task together in
one context.

To further facilitate support of separate contexts for
separate tasks, the method can receive additional incoming
communications (e.g., pertaining to a second task), where-
upon the method launches a second task-centered context
user interface responsive to the additional incoming com-
munication. Still further incoming communications or
events are routed to the corresponding task-centric context.
Various user navigation features are supported to ease navi-
gation between tasks.

Further details of aspects, objectives, and advantages of
the disclosure are described below in the detailed descrip-
tion, drawings, and claims. Both the foregoing general
description of the background and the following detailed
description are exemplary and explanatory, and are not
intended to be limiting as to the scope of the claims.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1A is an environment showing routing of engage-
ment events, according to some embodiments.

FIG. 1B is a depiction of an auto-generated task-centered
context in the form of a window screen device launched
from an out-of-context tool, according to some embodi-
ments.

FIG. 2 is a context launch sequence including a real-time
interactive area used within systems for task-centered con-
text management, according to some embodiments.

FIG. 3 is an auto-generated task-centered context in the
form of a window screen device generated by an interactive
launch event from within a system for task-centered context
management, according to some embodiments.

FIG. 4 shows a multi-agent console population sequence
used within a system for task-centered context management,
according to some embodiments.

FIG. 5 shows a console population sequence including a
real-time interaction area used within a system for task-
centered context management, according to some embodi-
ments.

FIG. 6 A shows a console display sequence using priority-
based context coalescing as used within a system for task-
centered context management, according to some embodi-
ments.

FIG. 6B shows a console display sequence using context
selection as used within a system for task-centered context
management, according to some embodiments.
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FIG. 7 shows a multi-terminal environment having two
display surfaces as used within a system for task-centered
context management, according to some embodiments.

FIG. 8A shows a collapsible toolbar as used within a
system for task-centered context management, according to
some embodiments.

FIG. 8B shows an expandable toolbar as used within a
system for task-centered context management, according to
some embodiments.

FIG. 9A shows a sign-in procedure for an agent to sign-in
to a system for task-centered context management, accord-
ing to some embodiments.

FIG. 9B shows a launch procedure for an agent to launch
a system for task-centered context management, according
to some embodiments.

FIG. 10 depicts a block diagram of a system to perform
certain functions of a computer system.

FIG. 11 depicts a block diagram of an instance of a
computer system suitable for implementing an embodiment
of the present disclosure.

DETAILED DESCRIPTION

Some embodiments of the present disclosure are directed
to an improved approach for customer relationship manage-
ment (CRM) environments. More particularly, disclosed
herein are environments, methods, and systems for imple-
menting task-centered context management.

Overview

In the customer relationship management (CRM) envi-
ronment, agents (including sales agents, telemarketing
agents, and customer service and support agents) tend to
interact with multiple clients simultaneously. Moreover in
customer relationship management environments, agents
tend to interact with a given single client using multiple
interaction channels simultaneously. For example an agent
might interact with a client via a voice phone call while
simultaneously engaging in an email exchange and/or while
simultaneously engaging in a chat session.

Herein are disclosed techniques to aid the agent in auto-
matically establishing a user interface context that subsumes
multiple interaction channels simultaneously. The tech-
niques disclosed herein provide ease of navigation and
task-switching while servicing a particular client and/or
while moving between activities for servicing one client and
activities for servicing another different client.

Strictly as an example, in a modern CRM environment,
when an agent launches a phone call to a client or takes a
client’s incoming phone call, a computer-telephony integra-
tion application interacts with the agent via a user interface.
Such a Ul can be provided as a desktop-based or web-based
CRM application with which the agent is working, and such
a Ul can show the existence of the phone call as an icon.
Continuing this example, an incoming real-time client phone
call forms an entry in the Ul and generates a task-centered
context that serves to group together all of the business
objects (e.g., SRs) that are opened by the agent console
during the course of the phone call, and related to the current
task. As is discussed in detail below, such a Ul can support
adding-in client live chat UI devices and can support other
task-centered engagements as well. Alternatively, a prop-
erly-routed incoming client chat request can itself generate
atask-centered context (see “task centered context manager”
and see “channel manager” and related disclosure, below).

Indeed, with multi-channel or cross-channel communica-
tions becoming more common, an agent may choose to
instantiate multiple concurrent communications sessions for
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interacting with a client, for example, by using different
communication channels, such as phone calls, email, social
media, and web portals. In addition to the aforementioned
task-centered contexts that serve to group together all the
task-related activities, an activity stream or conversation
model is disclosed herein to provide a single coherent client
history across these channels. Moreover, if a particular client
(for which client a task-centered context has been opened) is
further connected through a second or Nth real-time inter-
action simultaneously, the Ul shell groups those interactions
from different channels within the same context. Further
features and scenarios are supported, and are disclosed in
detail herein and in the following figures.

DEFINITIONS

Some of the terms used in this description are defined
below for easy reference. The presented terms and their
respective definitions are not rigidly restricted to these
definitions—a term may be further defined by the term’s use
in this disclosure.

The term “task” refers to a collection of one or more
activities involved in achieving a goal state of a prob-
lem or an issue and/or refers to a selling or marketing
objective.

The term “context” is the virtual space where all the
supporting screen devices are grouped together to case
navigation while pursuing a goal state of a specific task.

The term “task event” refers to an incoming phone call
event, an incoming chat event, an agent click, or other
event resulting directly or indirectly from an incoming
communication.

The term “screen device” refers to user interface surfaces,
windows or screen widgets.

The term “console” refers to a top-level window com-
prising multiple contexts corresponding to different
tasks.

The term “dashboard” refers to a virtual space that is
separate from a context and from which a new context
can be created from user actions (e.g., open an SR or
dial out). The dashboard can serve as a default interface
when the user signs in (e.g., in situations when there is
no context in existence).

The term “logic” means any combination of software or
hardware that is used to implement all or part of the
embodiments of the present disclosure.

A “module” includes any mix of any portions of computer
memory and any extent of logic or other circuitry
including circuitry embodied as a processor.

Reference is now made in detail to certain embodiments.
The disclosed embodiments are not intended to be limiting
of the claims.

Descriptions of Exemplary Embodiments

FIG. 1A is an environment 1A00 showing routing of
engagement events. As an option, the present environment
1A00 may be implemented in the context of the architecture
and functionality of the embodiments described herein.
Also, the environment 1A00 or any aspect therein may be
implemented in any desired environment.

The disclosure herein includes user interfaces (Uls) in
various forms of a task-centered context to facilitate agent
interaction with multiple clients while managing multiple
tasks, each task with its own context. In some embodiments,
a task-centered context manager includes a navigation bar
(e.g., a global toolbar at the top of the various screens). Each
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context can be represented as an entry in the toolbar (e.g., an
icon, a text block, etc.). Various screen devices are populated
by a task-centered context manager in order to group task-
specific events (e.g., possibly in the form of windows and
tabs) that belong to a particular context and thus the separate
task-centered contexts serve to group one set of task-specific
events from events that belong to different tasks.

The diagram of FIG. 1A gives a schematic representation
of'user interfaces (Uls) in various forms. The representations
of the business object tools user interfaces (e.g., contact
management tool Ul 191, email tool UI 191,) show that
multiple contexts (e.g., context 121, context 121,, context
121,, context 121,, etc.) are subsumed within respective
business object tools and user interfaces, as shown. While
this amalgamation is prevalent in legacy systems, the herein-
disclosed embodiments of task-centered contexts (e.g., task-
centered context 101,, task-centered context 101,, etc.)
serve to facilitate agent interaction with a client while
managing multiple events within that context. In embodi-
ments of systems for task-centered context management, the
aforementioned business object tools together with their
respective user interfaces may coexist with task-centered
contexts.

In some embodiments, task-centered contexts are
launched and managed by a task-centered context manager
130. Management of a task-centered context may also
include management of multiple communication channels.
Accordingly a channel manager 140 is provided to facilitate
display and coordination of activities between multiple
communication channels. The foregoing activities can com-
prise a phone call event 112, an incoming chat event 113, a
problem or solution post event 111, an event in the form of
an agent click 114, and/or other events and activities dis-
cussed herein.

Shown in FIG. 1A are representations of multiple events
(e.g., event 102,, event 102,, event 103,, and event 103,).
Such events can be categorized as live events and offline
events.

In the environment in which CRM agents perform, it
happens frequently that an agent will be concurrently pro-
cessing both of the above two types of events (live events
and offline events). As examples, real-time interaction set-
tings include such live events (phone conversations, chat
conversations, etc.) which involve real-time, low-latency
communication with clients. Offline events, on the other
hand, are defined as events where agents and client do not
have an expectation to communicate real-time, or with low
latency. Examples of such offline events include email,
web-site posts, and/or social media posts.

When engaging a client (e.g., approaching an issue reso-
Iution, selling a product or service, etc.), a typical agent
might process several tasks concurrently, and may have live
and/or offline events pending (or both) at any moment in
time. For example, when a client calls in about a certain
product issue, an agent might handle the phone call within
a real-time interaction setting (e.g., phone conversation,
other live task, etc.). If the agent realizes that the issue or
engagement cannot be immediately concluded (e.g., the
issue is complicated, or further research is needed), then the
agent might ask the client to hang up for the moment and
await further instructions. In this scenario, the agent indi-
cates a call back when the solution is in hand. The agent
generates or updates a service request, and when the call is
terminated (e.g., when the agent begins searching for solu-
tions), the live event goes into an offline state. When the
agent finds the solution and calls the client back to advise the
client of the solution, the event becomes live again.
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Accordingly, and as shown, a given task-centered context
supports separate amalgamation or grouping of two types of
events. Offline event groups 105 are generated for offline
events, while in interactive settings, live event groups 107
are generated for real-time events. Depending on the number
of real-time communication channels involved in a real-time
interaction setting that are being handled simultaneously
(e.g., live task, phone conversation, etc.), real-time interac-
tion settings can be further characterized either as single-
channel real-time interactions or as multichannel real-time
interactions.

External Actions Automatically Generate a New Task-Cen-
tered Context

Following the techniques exemplified and discussed in
FIG. 1A, a computer implemented method for task-centered
context management can be configured to receive an event
indication (e.g., an incoming phone call event, an incoming
chat event, an agent click, etc.) from a first source (e.g., a
tool interface such as a contact management tool Ul 191,,
email tool Ul 191,), and create a task-centered context
indication in the console Ul. In exemplary cases, the task-
centered interface is initially populated with a representation
of'one or more screen device indications (e.g., an event icon,
adisplay area, a screen device or display widget, etc.), which
screen device indications are responsive to, and/or are
selected based at least in part on the received event type.
Further, following the task-centric model, the computer
implemented method serves to receive additional event
indications from within the task-centered interface, which in
turn populates the task-centered interface with a screen
device selected based at least in part on the additional event
indication.

Thus, new task-centered contexts are automatically gen-
erated by an agent’s out-of-context actions. As can be seen,
agents do not have to spend extra effort to explicitly or
manually create a task-centered context in order to use it.
The aforementioned task-centered interface can be embod-
ied as a window-based screen device or as a console user
interface, which embodiments are described infra.

FIG. 1B is a depiction 1B00 of an auto-generated task-
centered context in the form of a window screen device
launched from an out-of-context tool. As an option, the
depiction 1B00 may be implemented in the context of the
architecture and functionality of the embodiments described
herein. Also, the depiction 1B00 or any aspect therein may
be implemented in any desired environment.

CRM tools often use a “control panel” in conjunction with
various types of queue managers to contain and present
overview pages which in turn may contain lists or queues of
service requests, prospects, emails, and social media mes-
sages, etc. that are assigned to a particular agent. As shown
in FIG. 1B, opening an item from such a dashboard 170
indicates that an agent intends to start a new activity (e.g.,
sales activity, customer support activity, etc.) corresponding
to the opened item, and thus, in this case, a new task-
centered context is generated.

As shown, the new task-centered context is embodied as
a window 180, a navigation bar (e.g., global toolbar 184)
displayed at the top of the various screens, and a label 188.
Each task-centered context can be represented as an entry in
the navigation bar (e.g., an icon 182, a text block, etc.)
Various screen devices (e.g., a window, a toolbar, etc.) can
be used in a task-centered context manager to group widgets
that pertain to a particular (first) context and thus serves to
separate that group of widgets from the different set of
widgets pertaining to (second, or Nth) different tasks. Some
embodiments of window 180 include a tab or tabs for a
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service request engagement record 141. Further, some
embodiments include a home button 186 within the window
180 (e.g., within an instance of a global toolbar 184).

The specific example of FIG. 1B depicts an offline auto-
generated task-centered context as a result of the generating
event (e.g., agent launch event 181) being an event that
originates from a tool deemed to be a non-real-time tool
(e.g., see My Service Requests 183 in dashboard 170). In
addition to the offline context as shown and described in
FIG. 1B a new live context can be generated based on an
event indication from an interactive or real-time event-
specific tool such as an integrated computer telephony
application (see FIG. 2).

FIG. 2 is a context launch sequence 200 including a
real-time interactive area used within systems for task-
centered context management. As an option, the present
context launch sequence 200 may be implemented in the
context of the architecture and functionality of the embodi-
ments described herein. Also, the context launch sequence
200 or any aspect therein may be implemented in any
desired environment.

As shown in FIG. 2, dialing a client or prospect from
outside of any task-centered context (e.g., from dashboard
170) generates a real-time interaction setting. The automatic
creation of a task-centered context includes population of a
task-centered context with Ul screen devices so as to ensure
that it is easy to perform a particular task, and/or to open a
related item, and/or to contact a related client from within
the newly-generated context. Thus, it is deemed unlikely for
an agent to go out of a task-centered context (e.g., to a legacy
task-centric tool) in order to open an item or contact a client
rather than from within the newly-generated context.

In exemplary embodiments, when an agent initiates a
phone call event 112 (e.g., from within a dashboard), such a
live event indication is considered to be an out-of-context
event, and a new entry 202 is displayed in the navigation bar
(e.g., global toolbar 184). While the communication channel
is being established (e.g., while the phone is ringing), a new
real-time interaction setting 204 is formed having a single
communication channel.

FIG. 3 is an auto-generated task-centered context in the
form of a window screen device 300 generated by an
interactive launch event from within a system for task-
centered context management. As an option, the present
window screen device 300 may be implemented in the
context of the architecture and functionality of the embodi-
ments described herein. Also, the window screen device 300
or any aspect therein may be implemented in any desired
environment.

FIG. 3 shows one technique for how a new context is
generated when a live chat request is accepted. In exemplary
embodiments, when an incoming live chat event is routed to
an agent, such a live request is considered to be an inde-
pendent event, and a new chat entry 302 is displayed in the
navigation bar. If the agent accepts the incoming request,
thus creating an incoming launch event 381, a new instance
of a real-time interaction setting 304 is formed having a
single communication channel. If the agent rejects the
incoming request (or the request times-out), the new chat
entry 302 disappears from the toolbar and no new instance
of the real-time interaction setting 304 is generated.

FIG. 4 shows a multi-agent console population sequence
400 used within a system for task-centered context manage-
ment. As an option, the present multi-agent console popu-
lation sequence 400 may be implemented in the context of
the architecture and functionality of the embodiments
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described herein. Also, the multi-agent console population
sequence 400 or any aspect therein may be implemented in
any desired environment.

Embodiments discussed herein support agent collabora-
tion. An inter-agent collaboration can be opened when a first
agent determines that he or she cannot handle a certain task
alone. Then, the first agent either invites other helping agents
to join the task context for purposes of collaboration, or the
agent can transtfer the engagement with its context to another
agent. Such collaboration by invitation or transfer of the
engagement appears as a new entry in the navigation bar
(e.g., global toolbar 184) in the window(s) of the respective
agent(s). When a helping agent accepts the invitation or
transfer, the context from the requesting agent is cloned in
the helping agent’s console as a new context.

FIG. 4 illustrates how a task-centered context is cloned
into a second agent’s console (e.g., agent 2°s console 420)
after a first agent (e.g., agent 1) shares the subject context
from agent 1’s console 410. As shown, agent 1 sends an
invitation or transfer request via request path 402, and agent
2 rejects the request or accepts via accept path 404, as
shown. In the event of an acceptance by agent 2, then
components of agent 1’s console 410 are cloned into agent
2’s console 420.

FIG. 5 shows a console population sequence 500 includ-
ing a real-time interaction area used within a system for
task-centered context management. As an option, the present
console population sequence 500 may be implemented in the
context of the architecture and functionality of the embodi-
ments described herein. Also, the console population
sequence 500 or any aspect therein may be implemented in
any desired environment.

As shown, an agent’s in-context actions keep the agent in
the current context. For example, when a task-centered
context has been generated for a particular task, any action
performed by an agent within this context is considered
related to the current task-centered context and thus agent
actions from within the task-centered context keep the agent
in the context. In some embodiments, when an agent is
opening a business object, it can be opened as a secondary-
level tab in the task-centered context or a separate child
window belonging to that task-centered context. As another
example, when an agent is launching a second real-time
communication (for example, dialing out to a client), the
communication channel and the associated screen devices
(such as a chat window or as a real-time interaction setting
304, etc.) are deemed to belong to the current context. In
such a case, the channel manager 140 will group the first and
second communications (e.g., chat and phone) within the
current context, which will be recast to a multichannel
real-time communication context (e.g., as may be indicated
by the appearance of an updated icon in the corresponding
context). The shown console includes a link 502, which link
can be clicked by an agent, which in turn precipitates an
agent launch event 181 which in turn populates a real-time
interaction area 510.

FIG. 6A shows a console display sequence 6A00 using
priority-based context coalescing as used within a system for
task-centered context management. As an option, the present
console display sequence 6A00 may be implemented in the
context of the architecture and functionality of the embodi-
ments described herein. Also, the console display sequence
6A00 or any aspect therein may be implemented in any
desired environment.

In the shown sequence, a priority-driven regime encodes
context priorities, which in turn determines the relative
placements of their icons/entries in the navigation bar. More
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specifically and strictly as an example, real-time activities
are considered more urgent and thus have higher priority
than offline activities. The priority-driven Ul supports other
mechanisms of priority assignment. For example, requests
and/or events from high-value customers may have a higher
priority than those from other customers. In the navigation
bar, the context priority is encoded, which in turn affects
relative placement. In this embodiment, the real-time inter-
action activities with a higher priority start from the left side
of the toolbar, while the offline, lower priority activities are
placed farther to the right of the navigation bar.

In another embodiment, more screen real estate in the
toolbar is dedicated to higher-priority interactions. In some
situations it is possible that both high-priority and the
low-priority contexts exist at the same time and thus might
compete for toolbar space. In such a situation, low-priority
contexts can be coalesced and can shrink into a single
drop-down list, making room for high-priority contexts (see
FIG. 6B). Strictly as an example, switching to a high-priority
context can be accomplished with a single click, while
switching to a low-priority context may require two clicks.
Following this latter low-priority example, the first click
opens the drop-down list 610, while the second click
switches the context. Such a priority-driven Ul helps agents
focus on more important or urgent tasks.

FIG. 6B shows a console display sequence 6B00 using
context selection as used within a system for task-centered
context management. As an option, the present console
display sequence 6B00 may be implemented in the context
of the architecture and functionality of the embodiments
described herein. Also, the console display sequence 6B00
or any aspect therein may be implemented in any desired
environment.

As indicated above, it is possible that low-priority con-
texts can be coalesced and can shrink into a single drop-
down list, making room for high-priority contexts. However,
such coalesced contexts might increase in priority (e.g., due
to an incoming event), or the agent might merely wish to
take some action in one of the coalesced contexts. In such a
case, the drop-down list 610 can be accessed to reveal a
pop-up device 620 from which pop-up device one of the
coalesced contexts can be selected.

FIG. 7 shows a multi-terminal environment 700 having
two display surfaces as used within a system for task-
centered context management. As an option, the present
multi-terminal environment 700 may be implemented in the
context of the architecture and functionality of the embodi-
ments described herein. Also, the multi-terminal environ-
ment 700 or any aspect therein may be implemented in any
desired environment.

In the foregoing embodiments, child screen devices (e.g.,
in the form of child windows, or child panels, or child tabs)
support convenient navigation between different tasks or
between activities in different contexts (aka, context switch-
ing). Embodiments disclosed here also support convenient
navigation between tasks or activities within a particular
context. In some cases, additional screen real-estate allows
for convenient navigation between events or activities
within particular contexts, and second or third monitors
satisfy the provision of additional screen real-estate.

As shown, a first monitor 710 displays a console, while a
second monitor 720 displays a chat window from the same
task-centered context. Following this model, context switch-
ing is very flexible. For example, clicking a toolbar entry
(e.g., to activate an active client 730) brings the associated
context in focus, which activation updates the content below
the toolbar in the console and also brings to the front all child
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windows in that context. Then, clicking any child window of
a task-centered context also brings that context in focus.
Child windows can be dragged to a second monitor, thus
agents can switch contexts without being required to go back
to the navigation bar (e.g., global toolbar 184) in the main
monitor. For example, in a mouse/cursor pointing system,
agents do not have to move the cursor to the first monitor to
switch contexts when they are working with the second
monitor; they can switch contexts directly using the screen
devices of the second monitor.

In still other embodiments, an agent can merge the same
type of child windows from different contexts into a single
window to avoid too many child windows. For example, as
shown in FIG. 7, when an agent is chatting with three clients,
instead of opening three chat windows, the agent can choose
to put the three chat sessions into a single window, where
each chat is represented as a tab. Switching chat tabs in the
window in the second monitor also switches the contexts.
Context-Driven Channel Switching Automatically Activates
or Pauses the Corresponding Communications

If multiple contexts share an exclusive communication
channel, for example, a phone line that enables only one
active conversation at a time, switching contexts automati-
cally activates the communication in the in-focus context
and pauses the communications in other background con-
texts. When an agent talks to two clients on the phone within
two contexts simultaneously, if context A is in focus, the
agent’s phone call with client A is on-hook, and her phone
call in context B is on-hold; if she switches to context B, the
phone call in context B automatically resumes and the phone
call in context A is automatically put into an on-hold state.
This context-driven channel switching frees the agents from
manually manipulating the phone line during context
switching when they are talking to multiple clients simul-
taneously, and can be easily extended to other exclusive
multimedia channels, such as video chat.

FIG. 8A shows a collapsible toolbar 8 A00 as used within
a system for task-centered context management. As an
option, the present collapsible toolbar 8A00 may be imple-
mented in the context of the architecture and functionality of
the embodiments described herein. Also, the collapsible
toolbar 8A00 or any aspect therein may be implemented in
any desired environment.

On demand, the navigation bar (e.g., global toolbar 184)
can be collapsed to mini-mode using a collapse screen
device 820. A collapsed navigation bar frees-up screen real
estate for other purposes. This expand/collapse can facilitate
a working model for agents who do not usually receive
real-time communication except for emergency situations

FIG. 8B shows an expandable toolbar 8B00 as used
within a system for task-centered context management. As
an option, the present expandable toolbar 8B00 may be
implemented in the context of the architecture and function-
ality of the embodiments described herein. Also, the expand-
able toolbar 8B00 or any aspect therein may be implemented
in any desired environment.

A navigation bar that has been collapsed to mini-mode,
can be un-collapsed using an expand screen device 830.

FIG. 9A shows a sign-in procedure 9A00 for an agent to
sign-in to a system for task-centered context management.
As an option, the present sign-in procedure 9A00 may be
implemented in the context of the architecture and function-
ality of the embodiments described herein. Also, the sign-in
procedure 9A00 or any aspect therein may be implemented
in any desired environment.

The sign-in procedure commences when an agent signs in
to the agent console (see operation 902). If the agent had
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been interacting with task-centered contexts at the point of
the last logout (see decision 904), then the Ul displays the
existing contexts in the context manager (see operation 906).
Further, if agent had been interacting with specific chats or
other settings within the task-centered contexts at the point
of the last logout (see decision 908), then the system
launches a Ul display with the corresponding chats or other
settings within the task-centered context (see operation 910).
If the agent had not had active task-centered activities at the
point of the last logout, then the system will launch a new
context within the dashboard (see operation 912), and the
agent’s console is deemed ready for launching screen
devices for agent interaction or for launching screen devices
for servicing incoming events.

FIG. 9B shows a launch procedure 9B00 for an agent to
launch a system for task-centered context management. As
an option, the present launch procedure 9B00 may be
implemented in the context of the architecture and function-
ality of the embodiments described herein. Also, the launch
procedure 9B00 or any aspect therein may be implemented
in any desired environment.

Continuing the sign-in procedure introduced in the dis-
cussion of FIG. 9A, once signed-in, the system is able to
respond to events, and is able to generate screen devices
which screen devices correspond respectively to the type of
event. For example, once the agent is ready and signed-in
(see state 920), the system can launch a dial-out communi-
cation interface (see operation 924), or is able to open a
business object such as an SR (see operation 922), or is able
to accept a real-time customer request (see operation 926),
or accept an agent request for collaboration or transfer (see
operation 928). In the situation that the agent initiates the
action (see operation 924 and operation 922) the system
determines if the agent is already in a task-centered context
(see decision 930), and if not, a new task-centered context is
created (see operation 932). At this point, the system is able
to respond to any of a wide variety of events.

Strictly as a further example, in the situation where the
agent initiates the action (see operation 924 and operation
922) the system determines if the agent is already within a
task-centered context, and if so (see decision 930), the
system can open a business object such as an SR in the
current task-centered context (see operation 934), or the
system can add a communication channel to the current
task-centered context (see operation 936). Alternatively, if
the system determines that a new task-centered context is
needed to be created (see decision 930), then a new task-
centered context is created, and it becomes the current
task-centered context (see operation 932).

Again, strictly as an example, in the event of an incoming
real-time customer request such as a real-time customer
request (see operation 926), or such as an agent request for
collaboration or transfer (see operation 928) a new task-
centered context is created, and that context becomes the
current context. Further, the system can still respond to any
form of an incoming customer request (see operation 938),
or the system can clone aspects of a second agent’s task-
centered context into a first agent’s task-centered context
(see operation 940).

Additional Embodiments

Other Features
Context deletion: Context deletion takes minimal effort
from the agents. An offline context has a close button
in its navigation bar (e.g., global toolbar 184) entry.
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Because the navigation bar entries act as top-level tabs,
deleting an offline context is as simple as closing a tab.

Auto-termination of real-time interaction settings: A real-
time interaction setting ends when its last live commu-
nication is terminated. If a live context was generated
by an agent dialing a client or accepting a live com-
munication request from a client, terminating all live
channel(s) automatically deletes the context. On the
other hand, if the live context was escalated from an
offline context by the agent launching a live commu-
nication, terminating all live channel(s) downgrades the
context back to the offline mode.

Manual overrides of contexts: By default, a new context
is generated when a business object is open out of any
context, while a business object opened within a task-
centered context stays in that context. Agents can
manually override this behavior. Dragging a business
object (e.g., from a tool-based interface) and dropping
it to a task-centered context entry in the navigation bar
(e.g., global toolbar 184) opens it in the dropped
context. Right-clicking a business object within a task-
centered context shows an option to open the object in
a new context.

Merging contexts: Dragging a task-centered context entry
in the navigation bar (e.g., global toolbar 184) and
dropping it to another context entry merges the two
contexts. All the opened business objects remain open
in the new context. Real-time communication channels
are collected within the next context. Agents can have
the option to further merge multiple chat sessions into
a group chat, or multiple phone calls into a teleconfer-
ence (e.g., in the case that they are talking about the
same issue).

Exemplary Use Models, Characteristics, and Ul Techniques

Contexts are automatically generated, each for a separate
task, without extra effort from agents. A single click of
the context tab brings forward all the related business
objects for the current task and pushes backward other
unrelated ones. Agents need not click through all the
open windows or tabs to see which one belongs to the
current task and thus bring it to the front.

Task-centered contexts better match the mental model of
an agent who is multitasking, and needs to perform
activities in a seamless cross-channel environment
between a client and an agent. A client can be reached
by phone and by chat simultancously in a single
context. Related live communications need not be
handled using separate tools having separate tool-based
interfaces.

Priority-driven UT helps agents to correctly identify more
important events and then focus on responses to those
more important events by making their contexts easier
to access than the less important ones.

Multiple monitor support provides a flexible context
switching mechanism for agents to easily go back and
forth between tasks, even across multiple monitors.

Context-driven channel switching relieves agents from
the error-prone activities of manually managing differ-
ent concurrent phone calls during the context switch-
ing.

Agent sharing and agent transfer: When an agent has a
real-time communication with a client, the agent can
ask other agents to join the channel to help solve the
client’s issue. Enabling context sharing is straightfor-
ward, efficient, and complete. By clicking certain of the
interaction icons (e.g., share icon button) in the navi-
gation bar the agent can share all the business objects
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that have been opened within the context, as well as all
the associated communication channels.

Supervisor monitoring: A supervisor can monitor or join
the real-time communication channels between an
agent and a client. Some embodiments bring the super-
visor into context during the supervision, so that the
supervisor can have complete oversight. Moreover,
with a task-centered context involving multiple chan-
nels, the supervisor does not have to join multiple
times, one for each channel.

The task-centered context manager can be extended to
enterprise collaboration. The task-centered context
manager cooperates with collaborative task manage-
ment tools. For example, each task can be associated
with a task-centered context via a virtual collaboration
space established for the task assignees. Other collabo-
ration tools can be used independently in each task’s
virtual space, keeping the statuses in context. Clicking
a task in the task list brings its context into focus and
its associated windows to the foreground. The shared
context can be configured to be transparent.

Web browser implementations: Certain web browser fea-
tures help users better organize browser tabs by
enabling them to group related tabs and to switch
between groups. Extending a group concept into con-
text can lead to a better user experience, where each
context not only groups the related browser tabs but
also has its own bookmarks, browser add-ons, and even
configurations. Contexts are then truly self-contained
virtual spaces that improve the user’s multitasking
performance in the browser environment.

Additional Embodiments of the Disclosure

FIG. 10 depicts a block diagram of a system to perform
certain functions of a computer system. As an option, the
present system 1000 may be implemented in the context of
the architecture and functionality of the embodiments
described herein. Of course, however, the system 1000 or
any operation therein may be carried out in any desired
environment. As shown, system 1000 comprises at least one
processor and at least one memory, the memory serving to
store program instructions corresponding to the operations
of the system. As shown, an operation can be implemented
in whole or in part using program instructions accessible by
a module. The modules are connected to a communication
path 1005, and any operation can communicate with other
operations over communication path 1005. The modules of
the system can, individually or in combination, perform
method operations within system 1000. Any operations
performed within system 1000 may be performed in any
order unless as may be specified in the claims. The embodi-
ment of FIG. 10 implements a portion of a computer system,
shown as system 1000, comprising a computer processor to
execute a set of program code instructions (see module
1010) and modules for accessing memory to hold program
code instructions to perform: receiving, a first incoming
communication pertaining to a first task (see module 1020);
launching a first task-centered context user interface respon-
sive to the first incoming communication, the task-centered
context user interface being initially populated with at least
one first screen device selected based at least in part on the
first incoming communication (see module 1030); receiving
a second incoming communication pertaining to the same
first task (see module 1040); populating the first task-
centered context user interface with at least one second
screen device selected based at least in part on the second
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incoming communication (see module 1050); receiving a
third incoming communication pertaining to a second task
(see module 1060); launching a second task-centered con-
text user interface responsive to the third incoming commu-
nication, the second task-centered context user interface
being initially populated with at least one third screen device
selected based at least in part on the third incoming com-
munication (see module 1070).

System Architecture Overview

FIG. 11 depicts a block diagram of an instance of a
computer system 1100 suitable for implementing an embodi-
ment of the present disclosure. Computer system 1100
includes a bus 1106 or other communication mechanism for
communicating information, which interconnects subsys-
tems and devices, such as a processor 1107, a system
memory 1108 (e.g., RAM), a static storage device (e.g.,
ROM 1109), a disk drive 1110 (e.g., magnetic or optical), a
data interface 1133, a communication interface 1114 (e.g.,
modem or Ethernet card), a display 1111 (e.g., CRT or LCD),
input devices 1112 (e.g., keyboard, cursor control), and an
external data repository 1131.

According to one embodiment of the disclosure, computer
system 1100 performs specific operations by processor 1107
executing one or more sequences of one or more instructions
contained in system memory 1108. Such instructions may be
read into system memory 1108 from another computer
readable/usable medium, such as a static storage device or a
disk drive 1110. In alternative embodiments, hard-wired
circuitry may be used in place of or in combination with
software instructions to implement the disclosure. Thus,
embodiments of the disclosure are not limited to any specific
combination of hardware circuitry and/or software. In one
embodiment, the term “logic” shall mean any combination
of software or hardware that is used to implement all or part
of the disclosure.

The term “computer readable medium” or “computer
usable medium” as used herein refers to any medium that
participates in providing instructions to processor 1107 for
execution. Such a medium may take many forms, including
but not limited to, non-volatile media and volatile media.
Non-volatile media includes, for example, optical or mag-
netic disks, such as disk drive 1110. Volatile media includes
dynamic memory, such as system memory 1108.

Common forms of computer readable media include, for
example, floppy disk, flexible disk, hard disk, magnetic tape,
or any other magnetic medium; CD-ROM or any other
optical medium; punch cards, paper tape, or any other
physical medium with patterns of holes; RAM, PROM,
EPROM, FLASH-EPROM, or any other memory chip or
cartridge, or any other non-transitory medium from which a
computer can read data.

In an embodiment of the disclosure, execution of the
sequences of instructions to practice the disclosure is per-
formed by a single instance of the computer system 1100.
According to certain embodiments of the disclosure, two or
more computer systems 1100 coupled by a communications
link 1115 (e.g., LAN, PTSN, or wireless network) may
perform the sequence of instructions required to practice the
disclosure in coordination with one another.

Computer system 1100 may transmit and receive mes-
sages, data, and instructions, including programs (e.g., appli-
cation code), through communications link 1115 and com-
munication interface 1114. Received program code may be
executed by processor 1107 as it is received, and/or stored
in disk drive 1110 or other non-volatile storage for later
execution. Computer system 1100 may communicate
through a data interface 1133 to a database 1132 on an
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external data repository 1131. A module as used herein can
be implemented using any mix of any portions of the system
memory 1108, and any extent of hard-wired circuitry includ-
ing hard-wired circuitry embodied as a processor 1107.

In the foregoing specification, the disclosure has been
described with reference to specific embodiments thereof. It
will, however, be evident that various modifications and
changes may be made thereto without departing from the
broader spirit and scope of the disclosure. For example, the
above-described process flows are described with reference
to a particular ordering of process actions. However, the
ordering of many of the described process actions may be
changed without affecting the scope or operation of the
disclosure. The specification and drawings are, accordingly,
to be regarded in an illustrative sense rather than restrictive
sense.

What is claimed is:

1. A computer implemented method for task-centered
context management, the method comprising:

generating a console comprising a set of contexts corre-

sponding to different tasks, where each context groups
a set of communications that are specific to a particular
task;

identifying, by a computer, a first communication pertain-

ing to a first task that is transmitted through a first
communication channel;
launching, within the console, a user interface (Ul) that
corresponds to the first communication over the first
communication channel, the Ul corresponding to a first
context comprising a space where screen devices sup-
porting communications corresponding to the first task
are grouped together, the Ul being initially populated
with at least one first screen device that corresponds to
the first communication channel;
subsequent to launching the U, launching, by the com-
puter, a second communication that does not have a
corresponding screen device that is within the first
context, the second communication being transmitted
through a second communication channel that is dif-
ferent than the first communication channel;

determining whether the second communication corre-
sponds to the first task;
responsive to determining that the second communication
corresponds to the first task, populating the Ul with at
least one second screen device that corresponds to the
second communication channel such that the first
screen device is grouped with the second screen device
within the first context and the first communication and
the second communication comprise separate commu-
nications that are simultaneous and concurrent;

merging at least one of the first screen device or the
second screen device with at least an additional screen
device included within a second context into a single
window;
responsive to switching from the first context to an
additional context, where the first context and addi-
tional context share an exclusive communication chan-
nel, automatically activating a communication in the
additional context and pausing one or more communi-
cations in the first context,
determining a first priority of the first context relative to
a second priority of a second context;

wherein the first priority or second priority are based at
least in part on one or more of an urgency of a task
corresponding to the first context or the second context
or a value placed on a user associated with the first
context or the second context;
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placing a first icon corresponding to the first context
relative to a second icon corresponding to the second
context based at least in part on the first priority relative
to the second priority;

placing an icon corresponding to a low-priority context in
a drop-down list of icons;

receiving a request to open an item corresponding to the
first communication from a dashboard;

receiving a request to reject the first communication;

determining that the first communication has timed out;

removing an icon or a text block corresponding to the first
communication responsive to receiving the request to
reject the first communication or determining that the
first communication has timed out;

receiving event indications from within the first context;

populating the first context based at least in part on the
event indications;

facilitating display and coordination of activities between
the first communication channel and the second com-
munication channel using a channel manager;

characterizing the first context as set of single-channel
real-time interactions or as a set of multichannel real-
time interactions;

navigating between multiple contexts using a multi-ter-
minal environment having two display surfaces;

deleting the first context responsive to receiving a request
to close a tab corresponding to the first context or
responsive to termination of all communications within
the first context;

downgrading the first context from a live mode to an
offline mode responsive to termination of all live com-
munication channels within the first context;

wherein the second screen device is populated relative to
the first screen device based at least in part on event
types corresponding to the first communication and the
second communication such that a set of live events
form a first subgroup within the Ul and a set of offline
events form a second subgroup within the UI that is
different from the first subgroup, the set of live events
corresponding to real-time communications and the set
of offline events corresponding to non-real-time com-
munications;

wherein the first communication and the second commu-
nication are capable of being switched between the live
state and the offline state;

wherein the first context is represented in a global toolbar
as an icon or a text block, the global toolbar capable of
being collapsed or expanded;

wherein the first context is subsumed within a tool-based
Ul

wherein the first context is launched and managed by a
task-centered context manager;

wherein the first task refers to a collection of one or more
activities involved in achieving a goal state of at least
one of a problem, an issue, or a marketing objective;

wherein a console comprises a top-level window com-
prising multiple contexts corresponding to different
tasks, the multiple contexts including at least the first
context corresponding to the first task;

wherein the first communication channel is an incoming
email event, an outgoing email event, an outgoing chat
event, a problem post event, a solution post event, an
agent click event, social media, or a web portal;

wherein the Ul is embodied as a window-based screen
device or as a console user interface;
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wherein the first screen device and second screen device
each comprise a Ul surface, a single window, or a
screen widget on a display surface;

wherein the first communication is an incoming commu-

nication corresponding to a chat event or a phone call
event; and

wherein the Ul comprises at least one of, a global toolbar,

a dashboard, or a home button.

2. The method of claim 1, further comprising:

receiving a third communication pertaining to a second

task; and

launching a second UI responsive to the third communi-

cation, the second Ul being initially populated with at
least one third screen device selected based at least in
part on the third communication.

3. The method of claim 1, further comprising:

receiving a request from a user to communicate the first

context to an additional user;

sending the request from the user to communicate the first

context to the additional user;

receiving, from the additional user, an acceptance of the

request or a rejection of the request to communicate the
first context to the additional user; and

responsive to receiving the acceptance of the request from

the additional user, cloning one or more components of
the first context to a console of the additional user.

4. The method of claim 1, further comprising populating
the Ul with one or more interaction icons in response to
receiving an agent click event.

5. The method of claim 1, further comprising populating
the Ul with a real-time interaction area.

6. The method of claim 5, further comprising populating
the real-time interaction area with a new entry responsive to
a third communication.

7. The method of claim 1 wherein the UI displays
simultaneous indications of the first screen device and the
second screen device.

8. A computer system for task-centered context manage-
ment, comprising:

a computer processor to execute a set of program code

instructions; and

a memory to hold the set of program code instructions, in

which the set of program code instructions comprise
program code to perform:

generating a console comprising a set of contexts corre-

sponding to different tasks, where each context groups
a set of communications that are specific to a particular
task;

identifying, by a computer, a first communication pertain-

ing to a first task that is transmitted through a first
communication channel;
launching, within the console, a user interface (Ul) that
corresponds to the first communication over the first
communication channel, the Ul corresponding to a first
context comprising a space where screen devices sup-
porting communications corresponding to the first task
are grouped together, the Ul being initially populated
with at least one first screen device that corresponds to
the first communication channel;
subsequent to launching the U, launching, by the com-
puter, a second communication that does not have a
corresponding screen device that is within the first
context, the second communication being transmitted
through a second communication channel that is dif-
ferent than the first communication channel;

determining whether the second communication corre-
sponds to the first task;
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responsive to determining that the second communication
corresponds to the first task, populating the UI with at
least one second screen device that corresponds to the
second communication channel such that the first
screen device is grouped with the second screen device
within the first context and the first communication and
the second communication comprise separate commu-
nications that are simultaneous and concurrent;

merging at least one of the first screen device or the
second screen device with at least an additional screen
device included within a second context into a single
window;

responsive to switching from the first context to an
additional context, where the first context and addi-
tional context share an exclusive communication chan-
nel, automatically activating a communication in the
additional context and pausing one or more communi-
cations in the first context;

determining a first priority of the first context relative to
a second priority of a second context;

wherein the first priority or second priority are based at
least in part on one or more of an urgency of a task
corresponding to the first context or the second context
or a value placed on a user associated with the first
context or the second context;

placing a first icon corresponding to the first context
relative to a second icon corresponding to the second
context based at least in part on the first priority relative
to the second priority;

placing an icon corresponding to a low-priority context in
a drop-down list of icons;

receiving a request to open an item corresponding to the
first communication from a dashboard;

receiving a request to reject the first communication;

determining that the first communication has timed out;

removing an icon or a text block corresponding to the first
communication responsive to receiving the request to
reject the first communication or determining that the
first communication has timed out;

receiving event indications from within the first context;

populating the first context based at least in part on the
event indications;

facilitating display and coordination of activities between
the first communication channel and the second com-
munication channel using a channel manager;

characterizing the first context as set of single-channel
real-time interactions or as a set of multichannel real-
time interactions;

navigating between multiple contexts using a multi-ter-
minal environment having two display surfaces;

deleting the first context responsive to receiving a request
to close a tab corresponding to the first context or
responsive to termination of all communications within
the first context;

downgrading the first context from a live mode to an
offline mode responsive to termination of all live com-
munication channels within the first context;

wherein the second screen device is populated relative to
the first screen device based at least in part on event
types corresponding to the first communication and the
second communication such that a set of live events
form a first subgroup within the Ul and a set of offline
events form a second subgroup within the UI that is
different from the first subgroup, the set of live events
corresponding to real-time communications and the set
of offline events corresponding to non-real-time com-
munications;
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wherein the first communication and the second commu-
nication are capable of being switched between the live
state and the offline state;

wherein the first context is represented in a global toolbar

as an icon or a text block, the global toolbar capable of
being collapsed or expanded;

wherein the first context is subsumed within a tool-based

Ul

wherein the first context is launched and managed by a

task-centered context manager;
wherein the first task refers to a collection of one or more
activities involved in achieving a goal state of at least
one of a problem, an issue, or a marketing objective;

wherein a console comprises a top-level window com-
prising multiple contexts corresponding to different
tasks, the multiple contexts including at least the first
context corresponding to the first task;
wherein the first communication channel is an incoming
email event, an outgoing email event, an outgoing chat
event, a problem post event, a solution post event, an
agent click event, social media, or a web portal;

wherein the Ul is embodied as a window-based screen
device or as a console user interface;

wherein the first screen device and second screen device

each comprise a Ul surface, a single window, or a
screen widget on a display surface;

wherein the first communication is an incoming commu-

nication corresponding to a chat event or a phone call
event; and

wherein the Ul comprises at least one of, a global toolbar,

a dashboard, or a home button.

9. The computer system of claim 8, in which the set of
program code instructions comprise program code to further
perform:

receiving a third communication pertaining to a second

task; and

launching a second UI responsive to the third communi-

cation, the second Ul being initially populated with at
least one third screen device selected based at least in
part on the third communication.

10. The computer system of claim 8, in which the set of
program code instructions comprise program code to further
perform:

receiving a request from a user to communicate the first

context to an additional user;

sending the request from the user to communicate the first

context to the additional user;

receiving, from the additional user, an acceptance of the

request or a rejection of the request to communicate the
first context to the additional user; and

responsive to receiving the acceptance of the request from

the additional user, cloning one or more components of
the first context to a console of the additional user.

11. The computer system of claim 8, in which the set of
program code instructions comprise program code to further
perform:

populating the Ul with one or more interaction icons in

response to receiving an agent click event.

12. The computer system of claim 8, in which the set of
program code instructions comprise program code to further
perform:

populating the UI with a real-time interaction area.

13. The computer system of claim 12, in which the set of
program code instructions comprise program code to further
perform:

populating the real-time interaction area with a new entry

responsive to a third communication.
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14. A computer program product embodied in a non-
transitory computer readable medium, the non-transitory
computer readable medium having stored thereon a
sequence of instructions which, when executed by a proces-
sor causes the processor to execute a process to implement
task-centered context management, the process comprising:

generating a console comprising a set of contexts corre-

sponding to different tasks, where each context groups
a set of communications that are specific to a particular
task;

identifying, by a computer, a first communication pertain-

ing to a first task that is transmitted through a first
communication channel;
launching, within the console, a user interface (UI) that
corresponds to the first communication over the first
communication channel, the UI corresponding to a first
context comprising a space where screen devices sup-
porting communications corresponding to the first task
are grouped together, the Ul being initially populated
with at least one first screen device that corresponds to
the first communication channel;
subsequent to launching the Ul, launching, by the com-
puter, a second communication that does not have a
corresponding screen device that is within the first
context, the second communication being transmitted
through a second communication channel that is dif-
ferent than the first communication channel,

determining whether the second communication corre-
sponds to the first task; and responsive to determining
that the second communication corresponds to the first
task, populating the UI with at least one second screen
device that corresponds to the second communication
channel such that the first screen device is grouped with
the second screen device within the first context and the
first communication and the second communication
comprise separate communications that are simultane-
ous and concurrent;

merging at least one of the first screen device or the

second screen device with at least an additional screen
device included within a second context into a single
window;
responsive to switching from the first context to an
additional context, where the first context and addi-
tional context share an exclusive communication chan-
nel, automatically activating a communication in the
additional context and pausing one or more communi-
cations in the first context,
determining a first priority of the first context relative to
a second priority of a second context;

wherein the first priority or second priority are based at
least in part on one or more of an urgency of a task
corresponding to the first context or the second context
or a value placed on a user associated with the first
context or the second context;

placing a first icon corresponding to the first context

relative to a second icon corresponding to the second
context based at least in part on the first priority relative
to the second priority;

placing an icon corresponding to a low-priority context in

a drop-down list of icons;

receiving a request to open an item corresponding to the

first communication from a dashboard;

receiving a request to reject the first communication;

determining that the first communication has timed out;

removing an icon or a text block corresponding to the first
communication responsive to receiving the request to
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reject the first communication or determining that the
first communication has timed out;

receiving event indications from within the first context;

populating the first context based at least in part on the
event indications;

facilitating display and coordination of activities between
the first communication channel and the second com-
munication channel using a channel manager;

characterizing the first context as set of single-channel
real-time interactions or as a set of multichannel real-
time interactions;

navigating between multiple contexts using a multi-ter-
minal environment having two display surfaces;

deleting the first context responsive to receiving a request
to close a tab corresponding to the first context or
responsive to termination of all communications within
the first context;

downgrading the first context from a live mode to an
offline mode responsive to termination of all live com-
munication channels within the first context;

wherein the second screen device is populated relative to
the first screen device based at least in part on event
types corresponding to the first communication and the
second communication such that a set of live events
form a first subgroup within the Ul and a set of offline
events form a second subgroup within the UI that is
different from the first subgroup, the set of live events
corresponding to real-time communications and the set
of offline events corresponding to non-real-time com-
munications;

wherein the first communication and the second commu-
nication are capable of being switched between the live
state and the offline state;

wherein the first context is represented in a global toolbar
as an icon or a text block, the global toolbar capable of
being collapsed or expanded;

wherein the first context is subsumed within a tool-based
Ul

wherein the first context is launched and managed by a
task-centered context manager;

wherein the first task refers to a collection of one or more
activities involved in achieving a goal state of at least
one of a problem, an issue, or a marketing objective;

wherein a console comprises a top-level window com-
prising multiple contexts corresponding to different
tasks, the multiple contexts including at least the first
context corresponding to the first task;

wherein the first communication channel is an incoming
email event, an outgoing email event, an outgoing chat
event, a problem post event, a solution post event, an
agent click event, social media, or a web portal;

wherein the Ul is embodied as a window-based screen
device or as a console user interface;

wherein the first screen device and second screen device
each comprise a Ul surface, a single window, or a
screen widget on a display surface;

wherein the first communication is an incoming commu-
nication corresponding to a chat event or a phone call
event; and

wherein the Ul comprises at least one of, a global toolbar,
a dashboard, or a home button.

15. The computer program product of claim 14, in which

the process to implement task-centered context management

65 further comprises:

receiving a third communication pertaining to a second
task; and
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launching a second UI responsive to the third communi-
cation, the second Ul being initially populated with at
least one third screen device selected based at least in
part on the third communication.

16. The computer program product of claim 14, in which
the process to implement task-centered context management
further comprises:

receiving a request from a user to communicate the first

context to an additional user;

sending the request from the user to communicate the first

context to the additional user;

receiving, from the additional user, an acceptance of the

request or a rejection of the request to communicate the
first context to the additional user; and

responsive to receiving the acceptance of the request from

the additional user, cloning one or more components of
the first context to a console of the additional user.

17. The computer program product of claim 14, in which
the process to implement task-centered context management
further comprises:

populating the Ul with one or more interaction icons in

response to receiving an agent click event.

18. The computer program product of claim 14, in which
the process to implement task-centered context management
further comprises:

populating the UI with a real-time interaction area.
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